Schoolreaders

improving literacy « increasing life chances

Complaints Policy

Our Commitment

Schoolreaders values your feedback and is committed to providing the highest quality service
and to continuous improvement. VWe aim to handle complaints fairly and effectively.

How to Complain
You can submit a complaint by:

o Email: office@schoolreaders.org
o Post: Schoolreaders, Brickhill Dr, Bedford MK41 7PH
o Phone: 01234 924222

o In person: To any staff member or Trustee

Please provide your contact details, a description of your complaint, and your desired outcome.

Our Process

We will acknowledge your complaint within 10 working days and aim to provide a full response
within 20 working days. If you are unhappy with the outcome, you can appeal.

Confidentiality

We handle your information sensitively and confidentially in accordance with data protection
legislation and our privacy policy.

Escalation

If you remain dissatisfied, you are be able to escalate your complaint to:

o Charity Commission: https:/forms.charitycommission.gov.uk/raising-concerns/

o Fundraising Regulator: https://www.fundraisingregulator.org.uk/complaints/make-complaint

o Advertising Standards Authority: https:/www.asa.org.uk/make-a-complainthtml

Schoolreaders CIO, Bedford Heights, Brickhill Drive, Bedford, Bedfordshire, MK41 7PH

Trustees: Jane Whitbread (Chair), Nick Froy, Alice Garnett, Rory Landman, Shannan Stevenson, Kirsty Whitehead
Patrons: Kate Adie, Gyles Brandreth

Telephone: 01234 924 111, www.schoolreaders.org, Registered Charity in England and Wales no. 1159157
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